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PENGARUH PERCEIVED SERVICE QUALITY TERHADAP 
CUSTOMER SATISFACTION PADA INSTALASI FARMASI 
RAWAT JALAN RUMAH SAKIT PANTI RAPIH YOGYAKARTA 
 
Nency Rotua Dwi Wira Neta Gultom 
 
ABSTRAK 
 Kepuasan pasien adalah isu penting bagi penyedia layanan 
kesehatan. Dimana merupakan tujuan akhir dari pelayanan karena berbagai 
alasan yang salah satunya adalah agar dapat berkompetisi dengan rumah 
sakit lainnya. Oleh karena tersebut penelitian ini bertujuan untuk 
mengetahui pengaruh professionalism, auxiliary communications, 
professional responsibility, pharmacy interaction, staff interaction, 
professional competence, time convenience, dan location convenience 
terhadap customer satisfaction melalui perceived service quality pada 
Instalasi Farmasi Rawat Jalan di Rumah Sakit Panti Rapih Yogyakarta. 
 Jumlah responden dalam penelitian ini sebanyak 200 sampel. 
Penelitian ini adalah non – probability sampling. Cara pengambilan sampel 
yang digunakan adalah purposive sampling. Sedangkan, teknik analisis 
yang digunakan adalah menggunakan metode Structural Equation Modeling 
(SEM) dengan program Analysis of Moment Structure. 
 Hasil penelitian menunjukkan bahwa terdapat pengaruh signifikan 
perceived service quality terhadap customer satisfaction pada Instalasi 
Farmasi Rawat Jalan di Rumah Sakit Panti Rapih Yogyakarta. Oleh karena 
tersebut Instalasi Farmasi Rawat Jalan di Rumah Sakit Panti Rapih 
Yogyakarta harus dapat menjaga serta meningkatkan kualitas layanan 
seperti melakukan evaluasi kinerja karyawan setiap bulan, pelatihan 
terhadap karyawan, pelaksanaan PIO dan konseling pasien, dan lain-lain, 
sehingga pasien merasa puas dan mampu bersaing dengan rumah sakit 
lainnya yang berada di Yogyakarta.  
.  
Kata Kunci: Perceived Service Quality, Customer Satisfaction, Rumah 









EFFECT OF PERCEIVED SERVICE QUALITY TOWARDS 
CUSTOMER SATISFACTION OF INSTALLATION PHARMACY 
OUTPATIENT PANTI RAPIH HOSPITAL YOGYAKARTA 
 
Nency Rotua Dwi Wira Neta Gultom 
 
ABSTRACT 
 Patient satisfaction is an important issue for health care providers. 
Where is the final destination of the service for various reasons, one of 
which is to be able to compete with other hospitals. Therefore, the research 
aims to determine the effect of professionalism, auxiliary communications, 
professional responsibility, pharmacy interaction, staff interaction, 
professional competence, time convenience, and location convenience to the 
customer satisfaction through the perceived service quality of Installation 
Pharmacy Outpatient Panti Rapih Hospital Yogyakarta. 
 The respondents in this study as many as 200 samples. This 
research is a non - probability sampling. Sampling technique used was 
purposive sampling. Meanwhile, the analytical techniques used are using 
Structural Equation Modeling (SEM) with a program of Analysis Moment 
Structure 
 The results showed that there was significant perceived service 
quality towards customer satisfaction in the Installation Pharmacy 
Outpatient Panti Rapih Hospital Yogyakarta. Therefore, the installation of 
Pharmacy Outpatient Panti Rapih Hospital Yogyakarta should be able to 
maintain and improve the quality of services such as performance 
evaluation of employees every month, training of employees, the 
implementation of the PIO and counseling patients, and others, so that 
patients feel satisfied and able to compete with other hospitals in 
Yogyakarta 
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